As part of its aim, this study is going to identify systematically the factors that can often affect productivity and perceived service quality directly or indirectly. Undertaking an in-depth literature review first identified the factors. The final analysis model was built through a statistical analysis conducted with the chosen factors. The results of the analysis indicate that the workforce cluster (e.g. skills and experiences of the workforce) and the work management cluster (e.g. communication between parties) have greater impact than the financial management cluster (e.g. reworks) and logistics (e.g. delivery on time). This research focuses on the qualitative perspective of customers on productivity and perceived service quality. Although the process of translating qualitative opinions into quantitative data is a matter for debate, the result of this research, when compared to other quantitative studies, can be used to establish a strategy and an action plan for managing productivity and perceived service quality. Finally, some recommendations have been provided for addressing key factors affecting productivity and perceived service quality in HIS in Turkey.
Introduction
Within service studies, productivity has been one of the most significant issues from an economic point of view. It is easy to understand the reasons of the service productivity importance. The concept becomes a key player in the economic growth of developing economies, because of its contribution to the economy and improvement of the living standards. In addition, the productivity of services is not only important in itself, but also because services influence the productivity of other economic sectors. All these factors help services to play a key role in fulfilling the competitiveness of ambitious objectives, full employment and social cohesion and environmental sustainability in any nation. Therefore, as part of its aim, this research seeks to evaluate factors affecting productivity and perceived service quality (PSQ), which is limited to the Home Improvement Sector (HIS) in Turkey. The research would provide the critical factors, which store, department and post-sale managers could focus on in order to achieve the significant improvement in the productivity and provide a high service quality. By this way, resources could be optimally disbursed addressing the few cases responsible for the remarkable portion of the productivity issues.
The paper starts with a literature review of defining the productivity, briefly overview the labour productivity in the services context, presents the research method adopted in the study and data analysis. Finally, after discussion of the research findings, this paper concludes with recommendations for enhancing the labour productivity level, and to improve PSQ accordingly.
Theoretical Background
Within services research, productivity has been one of the most important issues from an economic point of view. The reasons for why services productivity is important are easy to understand. Developed economies have shown a progressive intensification of the services sector. For this reason, in the long term, the overall productivity should converge with growth rates similar to productivity rates in the service industries. In addition, the productivity of services is not only important in itself, but also important in the case of intermediate services used to increase productivity in any sector. Nevertheless, standard indicators of labour productivity show that services make a contribution to overall productivity growth that is relatively limited compared with the size of the sector. Slow productivity growth overall, however, masks a wide variety of experiences and is also influenced by measurement problems.
It is easy to understand that some confusion arises when discussing productivity (Sharpe, 1995) . Therefore, it is necessary to clarify the different concepts of productivity in service industry, especially for HIS. Although there are some limitations, the relationship between production (output) and the labour force (input), which is known as labour productivity, was used as a traditional indicator to measure a productivity level in services (OECD, 2001) .
The concept of productivity has been sophisticated and, in the twentieth century, economist defined it as the relationship between the output and the inputs necessary to produce it (Antle & Capalbo, 1988) . This definition stands invariable whatever the production system or political framework will be considered (Prokopenko, 1997) and seems to denote the efficiency in the use of productive factors (Samuelson & Nordhaus, 1995) . However, current economic realities (liberalized and dynamic markets, constantly changing customer preferences, new structure of production and work, etc.) are leading to a rethinking of the notion of productivity. Whereas traditionally, productivity is viewed mainly as an efficiency concept, it is now viewed increasingly as an efficiency and effectiveness concept, effectiveness being how the enterprise meets the dynamic needs and expectations of customers. Productivity is now seen to depend on the value of the products and services (utility, uniqueness, quality, convenience, availability, etc.) and the efficiency with which they are produced and delivered to the customers (Tolentini, 2004) Correspondingly, such broader conception of productivity calls for a wider set of indicators to catch and reflect the new elements and parameters involved. Some of these new parameters are the processes and methods used to improve productivity, sustainable development and green productivity, better value-chain and supply-chain management, and, especially, the human factor as key.
Finally, PSQ and productivity have apparent relationship to costs (Durdyev, Ismail & Abu Bakar, 2012; Crosby, 2004) and customer satisfaction (Boltan & James, 1991) , which can be considered as an output. Also, PSQ and productivity have strategic benefits of contribution to market-share and return on investment (Anderson & Carl, 1984) , as well as in lowering costs and improving productivity.
ResearchMethodology
Details of each of the process are as follows: Questionnaire survey: This was selected as an appropriate method for this study (Ihtiyar & Ahmad, 2012) for data on factors affecting productivity and service quality in HIS.
Reliability analysis: This was conducted for each factor in order to the reliability of the questionnaire, thus unreliable factors were discarded.
Factor analysis: Factors were classified into clusters. The clusters that were properly classified during the literature review were examined, and those that were not classified were reclassified, thus they can represent the factors properly.
Likert-type scale was applied in this study to the questionnaire design, running from 1 (very low) to 5 (very high). Before the distribution of the questionnaire, a pilot test was performed to confirm that the questionnaires were phased appropriately. Twelve HIS professionals (store, department and post-sale managers) in Turkey were provided with softcopies of the original questionnaire, respectively. Respondents in pilot testing process were asked to comment on the readability, accuracy and comprehensiveness of the questionnaires.
The Cronbach's alpha coefficient (α) was used to determine the questionnaire reliability, because items, which are used to form a scale (Likert scale), construction at the group level and reliability of each item at the individual level has to be evaluated. A α exceeding 0.9 indicates high reliability, α between 0.9 and 0.7 indicates an acceptable level of reliability, and α below 0.35 indicates low reliability. For the pilot test, Cronbach's α of 0.916 was achieved, and the corrected scale consisted 27 structural survey questions representing 27 factors of productivity and PSQ in Turkish HIS.
For the quantitative surveys, emails were sent to the target population (customers) in the database inviting them to participate in the online survey. The survey was hosted on a web-based survey platform. Several reminders were sent at monthly intervals to the potential respondents, to improve the response rate. Only 354 usable feedbacks were received by the cut-off date and this represented about 71.54% of total 495 email invitations that have been sent.
Finally, factor analysis was applied as an appropriate data analysis technique. Factor scores were gained from the defined clusters that were used as independent variables for further analysis.
Findings
The factor analysis performed on the 27 items to measure productivity and PSQ of HIS. According to the results of factor analysis, 27 factors were reduced to five main clusters of productivity and PSQ with eigenvalues higher than 1.0. Table 1 represents the five extracted clusters, as well as the loading scores of each factor. The reliability analysis of 27 factors at the personal level resulted in a value of 0.916, which verifies the reliability of the model used in this study.
According to the demographic background of the study, 82.53% of participants graduated from tertiary education (university: 52.47%, postgraduate: 30.06%), in this respect, level of education of the participants' shows the reliability of the responses of this study. On the other hand, 75.13% of total participants are above the 30 years old and 77.18% of the contributors have a regular income of at least $1100. Furthermore, the frequencies of shopping and their consuming amount in a time among the customers play a critical role for understanding, analysing and evaluating the buying process. Monthly shopping frequencies of the participants shows that 58.06% of them making shopping at least six times, which is $28 per shipping.
In this study, factor analysis was performed to verify that the four clusters that grouped the factors were statistically significant. In Table 1 , the number of clusters represents the number of groups of factors. The eigenvalue is an index that represents the explanatory power of the corresponding cluster, and is usually extracted from the number of the clusters that have a value of 1 or more. For further analysis, five clusters with the initial eigenvalues were selected, which are larger than.
The explanatory power (eigenvalue) of cluster 1 was 8.672, which included factors such as the skills and experiences of the labour, training and education, motivation, length of time in industry, length of time in company, absenteeism.
The explanatory power (eigenvalue) of cluster 2 was 2.389, which included the factors communication between parties, frequent changings in management style, store congestion, career opportunities and performance monitoring and control.
The explanatory power (eigenvalue) of cluster 3 was 1.948, which included the factors information about the product, services or process, prompt service to the customers, quality of the product or services, inconvenience of operating hours, availability of merchandise, problem solving and return and exchange policy of the retailer.
The explanatory power (eigenvalue) of cluster 4 was 1.781, which included the factors reworks, late payments, under valued work, easy payment options and promotions.
The explanatory power (eigenvalue) of cluster 5 was 1.264, which included the factors on time delivery, cost overruns caused by logistics, inclement weather and accidents during delivery.
Conclusion
The primary objective of this study is to indicate the relationships of the model among the dimensions of "intercultural competence", "personal interaction", and "customer satisfaction". The model presented in the study postulated that "intercultural competence" have an impact on "customer satisfaction" both directly and indirectly (through "personal interaction"). Several studies have emphasised the significance of intercultural competence in marketing context, however, empirical investigations of the role of intercultural competence in customers' evaluations of service experiences remain scarce. The study addresses this deficiency by proposing a cognitive model of the relationships among the constructs of personal interaction in service quality, customer satisfaction, and intercultural competence.
Finally, the most significant and highly possible finding of the study has several implications for future research. Thus, future studies may test both the direct and indirect influences of intercultural competence on personal interaction and customer satisfaction in different service settings of retail industry of Malaysia.
This research aimed to identify the factors that influence productivity and PSQ in the HIS based on the views of customers in Turkey. Using the factor analysis technique, the 27 identified factors having impact on productivity and PSQ considered in this work were divided into five clusters, with most significant cluster being workforce, work management, quality management, financial management and logistics.
The results also show that most of the factors influencing productivity and PSQ in Turkey are originated from lack of skilled and experienced workforce, proper work and quality management. Because of the labour-intensive nature of the HIS, skill and experience of the labour is very significant to achieve both high productivity and PSQ, as skill and experience improves labour in different ways such as intellectual and physical abilities, which are directly affecting both overall productivity and PSQ.
Based on the outcomes of this research paper, recommendations to improve productivity and PSQ are as follows:
• Improvement of skills of the workforce based on education and training. This will also avoid reworks during the service delivery.
• Store and department managers should reward the labours to keep them highly motivated.
• Periodic briefings to the labours to keep them informed about new items.
• Structured store management to avoid the reworks during project implementation.
• Effective changes in regulations to minimize compliance costs and processing time.
In conclusion, it is believed that the outcomes of this paper can assist in achieving high labour productivity and PSQ by focusing and acting upon the most important factors. Furthermore, by focusing on the significance of the factors affecting productivity and PSQ, Turkish retailers could be well guided in their efforts to addressing the factors in a time, cost and quality-effective manner.
Although the outcomes of this research paper fill a gap in knowledge of factors affecting productivity and PSQ in the HIS in Turkey, it is further recommended to replicate the study by taking into account the perceptions of a managers, suppliers and developers in order to examine the level of agreement among these groups
